CLAIMS 



WHAT IS CLAIMED IS: 

5 

1 . In association with a computer system for managing a 
constituent contact system comprising a communications network, a 
method for training a contact agent to perform interaction duties, the 
method comprising the steps of: 
10 accepting an agent score from a quality monitoring 

component, the agent score indicating contact agent performance; and 

assigning training materials to the contact agent based 

on the agent score. 

15 2. The method according to Claim 1 further comprising 

the step of delivering the training materials to the contact agent over the 
communications network. 

3. The method according to Claim 1 further comprising 

20 the steps of: 

recording interactions between the contact agent and 
constituents over the communications network to produce an agent 
performance record; and 

scoring the agent performance record against 
25 predetermined performance criteria to produce the agent score. 



23 

4. The method according to Claim 1 further comprising 

the steps of: 

coding the agent score to indicate subject matter associated 
with the agent score; and 
5 categorizing the training materials according to a skill 

associated with the training materials. 

5. The method according to Claim 1 further comprising 
the step of storing the agent score. 

10 

6. The method according to Claim 5 further comprising 
the step of accepting a predetermined threshold for comparing with the 
agent score. 

15 7. The method according to Claim 6 further comprising 

the step of determining whether the agent score is below the 
predetermined threshold. 

8. The method according to Claim 7 further comprising 
20 the step of copying the agent score into a database in response to the 

agent score being below the predetermined threshold. 

9. The method according to Claim 8 further comprising 
the step of polling the database to determine whether the agent needs 

25 training. 



24 

10. The method according to Claim 1 further comprising 
the step of accepting training materials for training the contact agent to 
perform interaction duties. 

5 11. The method according to Claim 10 further comprising 

the step of coding the training materials to identify subject matter 
associated with the training materials. 

12. The method according to Claim 1 further comprising 
10 the step of accepting a modification of the training materials assignment. 

13. The method according to Claim 1 further comprising 
the step of scheduling a training session for the agent so that the contact 
agent can accept the training materials without disrupting the interaction 

15 duties of the contact agent. 

14. The method according to Claim 9 further comprising 

the steps of: 

accepting training materials for training the contact 
20 agent to perform interaction duties; 

assigning the training materials to a category; 
scheduling a training session for the contact agent so 
that the contact agent can accept the training materials without disrupting 
the interaction duties of the contact agent; and 
25 delivering the training materials to the contact agent 

over the communications network. 
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15. A method for managing a call center including a 
communications network, the method comprising the steps of: 

accepting an agent performance score from a quality 
monitoring component, the agent performance score indicating the 
performance of a contact agent; and 

delivering information to the agent over the 
communications network in response to the agent performance score. 

16. The method according to Claim 15 further comprising 
the step of coding the information to identify subject matter associated 
with the information. 

17. The method according to Claim 16 further comprising 

the steps of: 

assigning the information to a category; 
coding the agent performance score to identify subject 
matter associated with the agent performance score; and 
storing the agent performance score. 

1 8. The method according to Claim 1 7 further comprising 
the step of associating the agent performance score with the information. 

19. The method according to Claim 18 further comprising 
the step of assigning the information for delivery to the agent in response 
to the agent performance score associated with the information being 
below a predetermined threshold. 
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20. The method according to Claim 15 further comprising 
the step of scheduling the delivery of the information to the agent. 

2 1 . The method according to Claim 1 5 further comprising 

the steps of: 

recording the call center agent's interaction with a 
customer over the communications network to generate an agent record; 
and 

scoring the agent record against predetermined 
performance criteria to produce the agent performance score. 

22. In association with a system for managing 
communications between an organization and its constituents, the system 
including a communications network, a computer-readable medium 
having computer-executable instructions comprising : 

a performance component adapted to: 

accept an agent score from a quality monitoring 
component, the agent score indicating contact agent performance; and 

produce a contact agent skills assessment from 

the agent score; and 

an assignment component adapted to assign training 
materials to the contact agent based on the contact agent skills 
assessment. 

23. The computer-readable medium according to Claim 
22 having further computer-executable instructions comprising a delivery 
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component adapted to deliver the training materials to the contact agent 
over the communications network. 



24. The computer-readable medium according to Claim 
5 22 having further computer-executable instructions comprising a 

monitoring componentadapted to: 

create an interaction record; and 

produce the agent performance record from the 

interaction record. 

10 

25. The computer-readable medium according to Claim 

24 wherein the monitoring component is further adapted to code the agent 
performance record according to the category of agent skill associated 
with the agent performance record. 

15 

26. The computer-readable medium according to Claim 

25 having further computer-executable instructions comprising a training 

» 

content component adapted to accept training material for training the 
contact agent to perform a constituent interaction duty. 

20 

27. The computer-readable medium according to Claim 

26 wherein the training content module is further adapted to categorize 
the training material according to the type of agent skill associated with 
it. 

25 

28. The computer-readable medium according to Claim 

27 wherein the assignment component is further adapted to: 
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generate a measure of the correlation between the 
training material category and the agent performance record coding; and 

assign the training material to the contact agent based 
on the correlation measure. 

5 

29. The computer-readable medium according to Claim 
28 wherein the assignment component is further adapted to: 

accept an agent performance remediation threshold; 
generate a comparison between the agent performance 
10 record and the agent performance remediation threshold; and 

assign the training material to the contact agent based 

on the comparison. 

30. The computer-readable medium according to Claim 
15 22 having further computer-executable instructions comprising a 

scheduling component adapted to schedule a training session so that the 
contact agent can accept the training material without disrupting the 
contact agent's constituent interaction duties. 



20 



